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Information and communication technologies (ICT) are defined as a “diverse set of technological tools and 
resources used to communicate and to create, disseminate, store, and manage information” (Enakrire & Ocholla, 2017). 
A broad definition of ICT includes computers, the Internet, telephones, personal digital assistants (PDAs) and mobile 
phones, television, radio and audio-visual equipment. An extensively meaning of ICT comprise computers, the Internet, 
phones, individual advanced partners (PDAs) and cell phones, TV, radio and various kind of media-related equipment. 
With the very inception of computer as we can see that information and communication technology is the 
multidimensional digital application in social media. Due to advancement of technology, ICT is being used in all sorts 
ABSTRACT  
 
In the global economy, tourism is one of the rapidly growing business in comparison with the challenges and 
opportunities of other industries which is also accounting for more than one-third of the overall worldwide services 
business. With the rise of globalization, the economy is boosting everywhere, and the tourism industry has become very 
competitive. Utilizing information and communication technologies in tourism and hospitality industry has tremendous 
importance in this competitive era. Therefore, this study aims to provide an overview by demonstrating the importance 
of ICT in the tourism industry. Although several factors might have a relationship with ICT and tourism industry, 
however, this study merely investigated the general facts without empirical investigations. This study followed the 
method of reviewing the papers and reports of previous studies. It is recommended for future studies to come out with 
either quantitative or qualitative approach of the study to explore specific contribution, which might add more 
knowledge and understanding. 
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of business and tourism has no exception (Cai, et al., 2019). From the 1980s, ICT has been changing the travel industry 
comprehensively. According to (Porter, 2001), business practices and procedures without a doubt changed of 
establishment in ICT. Multimedia is also another meaningful way of development that impacts the travel industry. The 
tourism industry needs an extensive representation of photos and graphic designs to arrange a substantial picture or 
experience to travel organizers. (Zheng et al., 2017) concentrated on the forecast of a tourists 'next visiting place by 
utilizing GPS. Their exploration contributes towards tourist attraction real-time crowd control. A method developed 
(Hardy by et al., 2017) employed to track visitors' movement using GPS (global positioning system) and smartphone. 
With the help of ICT and inter-organizational collaboration, travel intermediaries gain essential information to increase 
their capabilities, gain competitive advantages and enhance supply chain facilities (Lin, 2016). Recently, the tourism 
industry is a susceptible and business industry where incorporates particular features of the information society 
(Pesonen, et al., 2015). E-commerce has been playing a key role in achieving competitive advantage in the tourism and 
hospitality industry (Patwary, et al., 2020). (Siguaw et al., 2000) have conducted a study of USA hotels to investigate 
the effective usage of ICT in the hotel industry. The authors found that USA hotel industry is concerning on utilization 
of ICT in order to enhance employees' productivity and revenue of the hotel. This study aimed to provide an overview 
of Information and communication technologies and its implications on the tourism and hospitality industry. 
 
2. Literature Review 
 
2.1 ICT & Tourism Industry 
 
(Usoro, et al., 2010) endorse that ICT is the most powerful application tools for handling business and related 
functions. The authors also pointed out that a number makes ICT of electronic devices that simplify the strategic 
management of the organization, especially developing business in the tourism industry. Information and 
communication technology is giving opportunity for the business transaction by networking with trading partners, 
providing information to the consumer about the product in the tourism industry over the world (Law et al., 2018; Alom 
et al., 2019). According to, (Beekman 2003) ICT is a way to describe computers that are capable of making software 
which can transfer information and communicate with other people who stay far and to maintain business function. 
ICT spared almost all side of tourism and other related business industry. For example, we rely on it directly from the 
search while identifying and improving tourism’s site and destinations itself. The utilization of Geospatial Information 
Technologies is well-known in the recent years over the world for several purposes, and tourism industry has not been 
an exception in availing its advantages (Rao et al., 2010; Patwary et al., 2019).  
 
In the field of marketing, operation and management literature ICT tools are helping those to know the 
customer to make more efficient marketing technique ICT tools are more effective. According to (Law and Jogaratnam, 
2005), the operational dimensions and strategic plan of ICT for tourism are emerging in the literature. When managers 
use full of technologies, it can become part of the strategic planning process. Compelling ICT applications require 
information on managers and working staff. It should be utilized for both operational and strategic management. ICT 
has come up with a new opportunity for business which is related with four different aspects-competitive advantages, 
improving product efficiency, and new business development and encouraging for new management, (Pade et al., 2011; 
Patwary et al., 2018). As regards to the influence of ICT, which has on competitiveness in hospitality, and it reduces 
transaction and working cost (Law et al., 2014).  
 
According to (Sahadev and Islam, 2005) interpret various instances of the development of the tourist economy 
regarding worldwide ICT. The tourism industry is highly depending on airline and travel, travel agency, tour guide, 
computer reservation and management; therefore website is used as a platform for planning and booking. Travellers in 
developed countries using the internet widely for their travelling purpose (Azim et al., 2017; Patwary & Omar, 2016; 
Muneta & López, 2013). A considerable number of tourists in the developed countries counsel the internet to acquire 
information on company website sites. Prospected visitors are searching for a place to destinations and price, maps and 
direction of driving. They also can search airlines ticket price, schedules and also others opportunity for entertainment. 
Online travel booking is broadly using for buying airline tickets and hotel rooms. The airline ticket is a nationwide 
example of computer reservation systems to the global formation system (Buhalis, 2003). As shown in Figure 1, 
booking.com is the most used website (39%), followed by TripAdvisor (24.6%), compared to others Agoda and 
Priceline have the lowest user in tourist searching and booking list (Revinate, 2017).  





Figure 1: Global Hotel Review Distribution, 2016  
Source: Revinate (2017) 
 
2.2  ICT and Tourism: Opportunities and Challenges 
 
The tourism industry is widely reputed for utilizing information and communications technologies (ICTs) 
effectively (Bethapudi, 2013; Patwary & Rashid, 2016). Given that the improvement of ICTs framework and utilize 
positive effects on economic development. That tourism is playing a key role in economic and social development, 
especially which area is under developing. The exploitation of technology is critical for the tourism industry to achieve 
competitive advantage and to provide economic benefits for their locality, by reducing the asymmetric distribution of 
economic, political, and cultural capital globally (Muneta & López, 2013). Tourism and hospitality industry increased 
their investment significantly over the last decade. The challenge for the tour operator is the provision of accurate, 
localized data, increasingly via ICT, while maintaining a trust relationship with the tourist (Farkhondehzadeh, 2013; 
Islam & Patwary, 2013). The advantages from ICTs, especially the internet, for the travel industry, are substantial. The 
internet is mainly related to the industry since it makes able to acquire knowledge about the buyer or visitor to 
congregate, as well as inversely. Online resources are proliferating, and fewer and fewer components of tourism 
products are willing to risk being invisible in cyberspace (Milne & Ateljevic, 2001). Online technology has developed 
the communication system in the hospitality industry, including transaction between a customer, operators, and 
regulators and their relationship (DiPietro & Wang, 2010).  According to Rao, (Narendra & Latha, 2010), with the 
advancement of internet offering, the tourism industry provides the customer with quality information at a lower cost, 
for example, service provider explains their products in details information based on their customer needs (Buhalis & 
Leung, 2018). 
 
According to (O'Connor and Murphy 2004), the internet develops the level of contribution between tourist 
operators, and it brings internal and external interchangeability. To develop the hospitality and tourism industry, high-
speed internet and ICT framework with the powerful software application is essential and effective. ICTs permit their 
customer-management relationship and supply chain management to be combined into a source that simplifies the 
different type of performance. For example, choose the product, ordering, tracking product, payment and reporting to be 
performed with one simple tool (Mortensen & Keshelashvili, 2013). ICT has huge advantages which are it can reduce 
the cost and direct contact with customer furthermore impact on employment through the requirement for required 
support of ICT equipment. To improve the work efficiency of the employee in the workplace tourism industry use ICT. 
For example, online booking and find more information. However, ICT services can negatively effect on the image of 
the travel industry. In circumstances where a destination is getting not getting positive coverage, it has some 
disadvantage of spreading the wrong information and fake news quickly. In real-time pictures and video can be posted 
easily in websites. Any person with a smart mobile can provide viral information in social media (AndénPapadopoulos 
& Pantti, 2013; Örnebring, 2013). International social media can have spared such a picture or video on platforms that 
the significant number of followers; as a result, some tourist being hesitate to travel that place (Castillo et al., 2014; 
Jenkinset at., 2013; Lee & Ma, 2012). Accordingly, ICT can and has been utilized to affect specific place or country 
negatively. However, it is common to realize that ICT can and plays a central role in promoting and boosting the travel 
industry. 
 
4. Discussion and Conclusion  
 
In this study, the researchers depended on current literature to explore information about information 
communication and technologies (ICT) in the tourism industry. They examined how ICT development easing the 
process for consumers while choosing the destination and making a travel plan.  To provide a comprehensive review 




and appropriate idea for further study of this topic, the researchers had tried to find out the most applicable document 
from several sources while looking for information. The tourism industry is generally recognized and adopted to be one 
of the biggest and quickest developing economic sectors in the world. In this way, the sector cannot be trimmed from 
the present upsurge in technology and its massive effects. Information and communications technology are concise of 
ICT, on the other hand, ICT comprises of IT just as media transmission, communicate media, a wide range of audio and 
video handling and broadcast and linkage system-based control and observing performance. Interactive reservation 
through the direct channel and online agencies limit the tourism service providers to meet with new intermediaries 
(Digiorgio, 2016). In contrary, smart tourism destination provides a greater chance to interact with visitors and improve 
the co-creation of tourism experience and sharing experience (Buonincontri & Micera, 2016). Recent studies showed 
that interactive decision making hep to find a destination as a group with the development of digital technology which 
has impacts to destination management (Delic et al., 2018; Kalbaska et al., 2017). Several other interactive implications, 
also being made by ICT, have to impact on the tourism industry. In order to have higher income opportunity, people 
who post photos online, and they are getting batter education which is start from younger generations (Lo et al., 2011). 
Others forms of UGC (user-generated content) include blogs which can help to make destination plan. Online 
communities to follow online travel guidance, sharing online information can be deliberated to model behavioural 
intentions (Lee & Hyun, 2015). For improving star rating, the source of online information can be organized some 
categorized, for example, specialization, endorsement (Choi et al., 2018). According to (Reino et al., 2016) and (Li et 
al., 2017) another two example of information sharing in the tourism industry which is interoperability solutions for 
online tourism distribution and the impact of organization reaction in attractive clients. This study merely depended on 
the previous literature to demonstrate the overview of current phenomena. Therefore, this study could not develop any 
empirical justification, which lacks an in-depth understanding.  Future studies ought to come out with empirical 
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